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ABSTRAK 
Salah satu masalah yang terjadi di RSUD Labuang Baji yaitu rendahnya kunjungan pasien tiga 
tahun terkahir yaitu tahun 2014 sebesar11.348 kunjungan, tahun 2015 sebesar11.584 dan tahun 2016 
sebesar 6.965 kunjungan hal ini disebabkan karena tidak berlakunya kartu JAMKESDA. Penelitian ini 
bertujuan  mengetahui gambaran persepsi pasien peserta Jaminan Kesehatan Nasional (JKN) terhadap 
kualitas pelayanan di instalasi rawat inap RSUD Labuang Baji Makassar.Penelitian ini merupakan 
penelitian campuran (mix methods) yang mengkombinasikan antara metode kuantitatif dan kualitatif. 
Sampel pada penelitian ini yaitu pasien di instalasi rawat inap dengan jumlah populasi sebanyak 6.965 
orang. Teknik pengambilan sampel secara proportional stratified random sampling dengan besar  sampel 
sebanyak 100 responden.Hasil penelitian menunjukkan bahwa semua dimensi variabel gambaran persepsi 
pasien terhadap kualitas pelayanan yang terdiri dari professionalism, attitude, accessibility, 
reliability,service recovery dan servicescape, secara umum tergolong dalam kategori positif di RSUD 
Labuang Baji Makassar.Disarankan kepada RSUD Labuang Baji Makassar untuk mempertahankan 
kualitas pelayanan namun tetap memperhatikan dan meningkatkan kedisiplinan petugas kesehatan 
khususnya dokter dalam siap sedia 24 jam dan ketepatan waktu pemeriksaan serta melengkapi fasilitas 
yang masih kurang demi kenyamanan dan kepuasan pasien. 
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ABSTRACT 
One of the problems that occurred in Labuang Baji General Regional Hospital was the low visit 
of patient last three years , in 2014  amount 11.348 , in 2015 equal to 11.584 and in 2016 amount 6.965 
That caused by JAMKESDA, so there was a significant decrease. This study aims to determined General 
Overviwe Of Patient Perception Of National Health Insurance Participants (Jkn) On The Quality Of 
Service In Inpatient Installation Of  Labuang Baji General Regional Hospital. This research was a mixed  
methods that combines quantitative and qualitative methods. Sample in this study was  the patient at the 
inpatient installation with a total population of 6965 people. The sampling techniqueused was  
proportional stratified random sampling that consist of 100 respondents.The results showed that all 
dimensions of variable that consists of patient perception toward service quality consisted of 
professionalism, attitude, accessibility, reliability, service recovery and servicescape, generally belong to 
positive category in Labuang Baji General Regional Hospital.It is suggested to Labuang Baji General 
Regional Hospital to maintain the quality of service but still pay attention and improve the discipline of  
the health workers especially doctors  to always ready  for 24 hours and the timeliness of inspection and 
complete the facilities are still lacking to make the patient feel comfort and satisfied. 
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